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i 
EDITORIAL 
 
 
Distinguished readers, Dear colleagues,  
 
It is always a special occasion when the new 
scientific journal is launched! It is an 
opportunity to celebrate as well as a moment 
of reflection.  
 
In the case of IJOS – International Journal of 
Organizational Studies the reflection is first of 
all connected to the rationale for its 
establishing. Being scientific journal for 
innovation and excellence in 
organizational studies development and 
deployment, IJOS is oriented towards 
areas and topics of organisation, 
management, excellence and innovation in 
science, research and practice aiming in 
supporting mission of the publisher: 
namely, to proactively contribute to the 
development of science and practice in the 
organizational studies area. By the means of 
research and development, education and 
transfer of good practices, and in constant 
endeavour for being excellent in each and 
every field of actions we contribute to 
continuous improvement of the quality of lives 
of individuals, organizations as well as the 
society. We invite you to join us on this journey 
and in our common search for excellence.  
 
In the first issue we start with the topic of 
quality management in public administrations, 
supported by an example of strategy for 
universal excellence and mastery. In the 
following issues we plan to present articles 
from different fields and areas, all of them 
being connected to the development of 
organizational science.   
 
Dear colleagues, the floor are now yours to 
participate the findings, researches and 
developments in your respective scientific 
areas. We see the IJOS as an opportunity for 
us all to contribute, to learn and to develop – 
ourselves as well as the science and the 
society. 
   
Dr Gordana Žurga 
Editor in Chief
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CONTEMPORARY CHALLENGES AND APPROACHES TO 
QUALITY PUBLIC SERVICES IN EUROPE 
Gordana ŽURGA 
 
Abstract: 
Comparative analysis of quality management in public administrations in the European 
Union (EU) performed in 2008 proved that concept of quality public services was well 
understood and accepted in the EU member states. Despite of different quality 
management tradition in public administrations as well different maturity level some 
clear and well established trends were recognized.  
Current approaches to quality public services in Europe are closely connected to the 
economic crisis and functioning in substantially changed conditions. Public management 
is facing serious pressures for reducing the amount of public spending and borrowing as 
well as reducing the amount of public services what is closely connected to their quality. 
Public administrations and quality public services are being challenged through several 
demands and circumstances as – on the other hand – citizens and business entity require 
(excellent) quality of public services, regardless of the critical times or limited resources 
for their provision, and in conformity with the right to good administration. 
The article discusses contemporary approaches and challenges in public management 
and in providing the quality public services, in the European Union and in Slovenia. At 
the EU level, special attention is given to the Europe 2020 initiative. At the national level, 
strategic goal “Improving the quality of public services by 25%” is presented, since the 
quality of services plays an integrative role in guaranteeing effective operations of the 
administration, development, restructuring and modernisation of the Slovenian 
administration system. 
 
Key words: 
Quality management, quality public services, competitiveness, innovation, sustainable quality, CAF, 
Slovenia, EU, Europe 2020.  
 
 
1 INTRODUCTION 
 
Comprehensive development in the field of 
quality management in public administrations 
has been achieved in the last two decades. 
Establishing business excellence was defined 
as one of the new public management models 
(Ferlie, Ashburner, Fitzgerald and Pettigrew, 
1996), and was substantially developed since 
then. Important influence to its initiation had 
some resounding books, as for example In 
Search of Excellence (Peters and Waterman, 
1982), work of Deal and Kennedy (1981) or 
Drucker (1989, 1990). To a certain extent, the 
model applies school of human resources 
management with the emphasize on 
organizational culture. It declines strictly 
rational approach of efficiency, and 
emphasizes the role of values, culture, rituals 
and symbols at shaping behaviour of 
employees. The way how organization 
manages change and innovation is of a highest 
importance (Shand and Arnberg, 1996). The 
two main approaches in this respect, bottom-up 
and top-down were exercised and substantially 
development. According to Ferlie, Ashburner, 
Fitzgerald and Pettigrew (1996), the bottom-up 
approach proved to be more successful, 
IJOS - International Journal of Organizational Studies, Volume 1, Number 1, November 2010 
2 
 
emphasizing organizational development and 
learning whereas the top-down approach leans 
at the role of charismatic leader inspiring the 
organization with the new vision. 
 
Important researches and development 
followed, resulting in findings and causalities 
around the importance of quality public 
services and the role of public administrations 
in national economies. In the times of 
tightening financial frames for functioning, the 
role of public sector and public administration 
in national economies was explored and 
emphasized (i.e.: studies of international 
organizations: OECD, World Bank, World 
Economic Forum, IMD, Social and Cultural 
Planning Office of the Netherlands or scientist 
and researchers: Hill, 2008; Metcalfe, 2010, 
and others). The role of public sector as 
enabler for achieving competitiveness of 
national economies was incorporated into the 
Lisbon strategy, and was thoroughly explored 
and compared at the EU level (Määttä, 2004) 
as well as at national levels (Määttä, 2007; 
Žurga, 2008b; Hidalgo, 2010). 
  
On the side of practitioners, different aspects 
of quality management in public 
administrations were explored, orienting 
towards customers of public administrations 
(Löffler and Vintar, 2004; Löffler, 2006), 
usage of quality management tools in public 
administrations (Engl, 2003; Thijs and Staes, 
2005; Žurga, 2008a), ethics and integrity 
(Demmke, 2004; Krekel, 2005), or comparing 
the developments at national level (Bossaert 
and Demmke, 2003; Žurga, 2008a).  
 
Alongside the development of quality 
management as a discipline, demands and 
expectations on side of customers developed 
and evolved into the right to good 
administration becoming increasingly 
considered as a basic human right (Oosting, 
2003; Kieres, 2003), having severe 
implications towards public managers: public 
managers have to be aware of their 
responsibility for quality public services, a 
responsibility that will not only be declarative 
but also pecuniary in the future (Žurga, 2006). 
 
During the Slovenian Presidency of the EU 
Council, Slovenia performed two important 
projects in respect to quality management in 
public administrations: Comparative analysis 
in the field of quality management in public 
administrations in the EU and Evaluation of 
added value of public administration to the 
goals of the Lisbon strategy. 
 
The purpose of the first project was a 
comparative analysis of quality management in 
the public administrations of the EU, in a field 
which is of primary importance for the 
functioning of the Innovative Public Services 
Group of the European Public Administrations 
Network
1
, and to improve the transparency and 
accessibility of resources in order to perform 
comparison and learn from others. The purpose 
of the second project was to establish and 
emphasise connections between measures of 
national governments with regard to the 
functioning of their public administrations and 
the objectives they follow, namely in the 
context of realising the Lisbon strategy goals. 
With both projects, Slovenia has contributed 
significantly to understanding and further 
quality development at the European level.  
 
 
2 QUALITY MANAGEMENT IN 
PUBLIC ADMINISTRATIONS IN 
THE EU 
 
Slovenia prepared its first comparative 
overview of the state in the field of quality 
management in public administrations of EU 
member states as early as in 2005, in a matrix 
form published on the European Public 
                                                             
1 European Public Administration Network – 
EUPAN. Its main working programmes include: 
Innovative Public Services Group (IPSG) dealing in 
the area of quality management; Human Resources 
Working Group (HRWG) and eGovernment 
working group. 
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Administration Network web page
2
. The data 
were updated on a yearly basis and included 
the following information for each reviewed 
country: approach to quality management in 
public administration at the national level; 
strategic documents and programmes 
(initiatives); policies in the field of quality 
management; organisational structure for 
quality implementation; excellence models; 
international quality standards; awards in the 
field of quality; benchmarking; citizens‟ 
charters; quality measurement in public 
administration; establishing customer/client 
satisfaction; training for quality management; 
publications on the theme of quality in the 
public administration; quality tools used in 
public administration organisations; 
information for contacts
3
.  
 
In February 2008, the Comparative analysis in 
the field of quality management in public 
administrations in the EU project was 
launched, with the purpose to create an in-
depth analysis of the field, and at the same 
time to upgrade the existing comparative 
matrix of this field in a more transparent 
manner, providing easier access to detailed 
information on functioning at the national 
level. 
 
The method used to collect data on quality 
management in the member states was a 
questionnaire through which the 
representatives of the states submitted relevant 
information. Besides the above stated quality 
elements, the questionnaire also included the 
following fields: description of quality 
management development in the public 
administration of the member state; national 
quality conferences and their association with 
recognition and awarding of quality in public 
administration; ways of disseminating good 
                                                             
2 http://www.eupan.eu, 
http://www.eupan.eu/3/86/&for=show&tid=4. 27 
November 2010. 
3 Additional information in: G. Žurga, 2005. Role of 
benchmarking and good practices for 
organizational learning and constant improvement. 
practices; and a special emphasis was devoted 
to the use of quality models and tools, 
particularly in relation to support given by 
national governments – financial, material, 
professional and other. 
 
 
2.1 Comparative analysis of Quality 
Management in Public 
Administrations in the EU 
 
All quality management elements mentioned 
above were compared and analyzed, and the 
main findings of comparative analysis of 
quality management in public administrations 
in the EU were summarised as follows (Žurga, 
2008a): 
 
(1) Quality is an indispensable part of national 
public administrations development. The 
best way is that the quality is integrated 
into all strategic or reform documents of a 
country, which relate to the further 
development of its public administration, 
as the “other side of the same coin”. 
 
(2) Long-standing quality management 
development in national public 
administrations expands the prospect 
(range) or some concepts, such as: quality 
in the direction of business excellence, 
benchmarking into bench learning, 
customer focus into good governance. 
 
(3) An unambiguous international influence 
has been demonstrated: development, 
activities and projects executed within the 
European Public Administration Network 
and within the Innovative Public Services 
Group have a powerful influence on 
quality management development in public 
administration at the national level. 
 
(4) As a rule, the use of individual quality 
models and tools should not be obligatory 
or even required by law; the use of 
individual quality tools depends, to a 
certain extent, on the level of the maturity 
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of a public administration organization(s). 
The analysis showed that national 
governments clearly stated the quality 
tools in the public administration 
organisations they supported, in particular 
by the manner of supporting them, 
financially, materially, professionally or 
other. 
 
(5) Networking through various formal or 
informal forms, quality conferences, the 
dissemination of good practices etc. has 
become increasingly important and 
expanded. 
 
At the same time as comparative analysis of 
quality management in public administrations 
in the EU, study entitled as »Evaluation of 
Public Administrations' Added Value to the 
Lisbon Strategy Goals« was conducted. EU 
member states contributed data for their 
respective countries including one national 
case which they considered as representative in 
regards its contribution to the Lisbon strategy 
goals. The cases were then analysed and 
clustered according to several criteria. 
Although the two studies – both performed 
during the Slovene Presidency to the Council 
of the EU in 2008 – were conducted 
separately, the results clearly showed that the 
countries with longer quality management 
tradition contributed the most advanced 
national cases in respect to realization of the 
Lisbon strategy goals. 
 
2.2 Approaches to quality in European 
Public Administrations 
 
All EU member states defined their approach 
to the quality of their public administration 
with regard to: 
 
 Centralised, decentralised, combined 
approach and/or 
 Top down, bottom up, combination of 
both. 
 
In the majority of member states, a 
combination of approaches is used, which is 
evident from the overview below; therefore, let 
us highlight some other approaches: 
 Centralised approach, with a simultaneous 
combination of a top down and bottom up 
approach is present in Luxembourg; 
 Decentralised approach, also with 
simultaneous combination of top down and 
bottom up approach, in Estonia and Latvia; 
 Sweden reports on an explicitly 
decentralised approach to the quality 
management of its public administration. 
 
Table 1: Approaches to quality in EU member states 
 
Centralised 
 
LU 
Decentralised 
 
EE, LV, SE 
Combination of centralised and 
decentralised 
 
AT, BE, BG, CY, CZ, DE, DK, ES, FI, 
FR, GR, HU, IE, LT, MT, NL, PL, PT, 
RO, SI, SK, UK 
Top down 
 
 
Bottom up 
 
 
Combination of top down and bottom 
up  
AT, BE, BG, CY, CZ, DK, EE, ES, FI, 
FR, GR, HU, IE, IT, LU, LV, MT, NL, 
PL, PT, RO, SI, SK, UK 
 
Legend: AT – Austria, BE – Belgium, BG – Bulgaria, CY – Cyprus, CZ – Czech Republic, DE – Germany, DK – 
Denmark, EE – Estonia, ES – Spain, FI – Finland, FR – France, GR – Greece, HU – Hungary, IE – Ireland, IT 
– Italy, LT – Lithuania, LU – Luxembourg, LV – Latvia, MT – Malta, NL – Netherlands, PL – Poland, PT – 
Portugal, RO – Romania, SE – Sweden, SI – Slovenia, SK – Slovakia, UK – Great Britain. 
IJOS - International Journal of Organizational Studies, Volume 1, Number 1, November 2010 
5 
 
 
2.3 Application of excellence models and 
international quality standards 
 
Among excellence models in public 
administrations in the EU, the Common 
Assessment Framework CAF
4
 is the most 
frequent, followed by EFQM
5
 model, models 
which were adopted and/or adapted by 
individual countries; or countries developed 
their own excellence models. Let us mention 
some of them: INK (developed by the 
Netherlands, and also used by Belgium), 
EVAM and Ibero-American model in Spain, 
Swedish quality model used since 1992, and 
others. 
 
As regards the use of international quality 
standards in public administrations, the 
application of ISO 9000 quality standards is at 
the forefront (in Danish administration since 
1985), and ISO 14000 environmental 
standards, and ISO 17020 and ISO 17025 
should also be mentioned. Technical standards 
in public administration are used practically in 
all member states, since numerous laboratories 
or technologically highly demanding 
organisational units require their application as 
a precondition to function. 
 
2.4 Use of quality tools and support of 
national governments  
 
Besides the above stated excellence models 
and international quality standards, numerous 
other quality tools are used in public 
administration organisations in the EU, such 
as: Customer Relation Management (CRM), 
Customer Satisfaction Management (CSM), 
Balanced Score Card (BSC), quality circles 
and others. Numerous countries have 
developed their own tools, the most common 
of which are different forms of customer 
                                                             
4 CAF – Common Assessment Framework, 
developed by the European Public Administrations 
Network / Innovative Public Services Group. 
5 EFQM – European Foundation for Quality 
Management. http://www.efqm.org.  
satisfaction monitoring or customer pulse 
measuring; we should also mention the 
C.L.E.A.R. tool developed in Romania to help 
local administration and other local-level 
organisations better understand and stimulate 
public inclusion, and the „Local Agenda 21‟ 
tool used in Czech Republic, particularly at the 
municipal level. 
 
As a rule, the use of these tools is subject to 
decisions of individual public administration 
organisations; however, national governments 
particularly recommend or promote the use of 
individual quality models or tools, which is 
also communicated by their support for the use 
of individual models or tools. This support can 
be: 
 
 financial (e.g. via state budget and/or local 
community budgets); 
 material (e.g. publications, pilot projects); 
 professional (e.g. various forms of 
counselling or consultations); 
 other, such as training, benchmarking, 
networking. 
 
2.5 National conferences and rewards 
for quality 
 
The great majority of EU member states (22, 
according to data from June 2008) organise 
national conferences on quality in public 
administration. Certainly, the organisation of 
such conferences has various traditions in 
different member states – from the first 
realisation in the year 2008, to traditional 
national conferences.  
 
In the majority of cases, member states join 
conferences on quality and reward of 
achievements in the field of quality. In the 
selection procedures, countries use various 
models or approaches to assess applicant 
public administration organisations. As the 
basis for assessing the state, CAF model is 
used in some places (e.g. in the Czech 
Republic, Greece and in some countries only 
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indirectly), elsewhere, their own quality or 
excellence models are used, and in some 
countries, a range of several criteria are used. 
For example, in Slovenia, the criteria for 
assessing applicant public administration 
organisations in 2008 were the following: 
contribution to the realisation of Lisbon 
strategy goals, innovation, results achieved, 
cooperation and establishment of partnership 
relations, inclusion of clients or stakeholders. 
 
 
3 NEW CHALLENGES AND 
TRENDS IN QUALITY PUBLIC 
SERVICE DELIVERY 
 
Countries across the world have to cope with 
the economic crisis, which, according to 
experts, analysts and scientists, is one of the 
most serious crises of the last hundred years. 
The assumption on effectiveness and self-
regulation of world markets has proven to be 
wrong, and deficiencies in the implementation 
of the regulatory and supervisory function of 
the state have also arisen. The global economic 
crisis is also related to a crisis of values and 
trust, which brings scrutiny to existing social 
relations and patterns of operation in virtually 
all countries of the world. Due to the 
complexity and pervasiveness of the crisis, 
state governments have gotten the role of crisis 
manager (Metcalfe, 2010), which, however, is 
only an introduction in the process of 
redefining the role of government and its 
administration under the changed conditions of 
economic operations. 
 
Old causalities no longer suffice for achieving 
social development, established living and 
working patterns are being replaced by new 
ones. New ways of operating and new values 
are being established, and they face and 
challenge existing ones. New definitions of 
concepts, new patterns replacing those that 
have been taken for granted – like for instance 
birth, free schooling, employment for an 
indefinite period, retirement – are being 
formed, the offer of public services provided 
by states, and their financing structure, are also 
being changed. Consequently, quality of public 
services and excellence in administration 
systems is seen and exercised in the new light.  
 
The economic activity of a country always 
requires appropriate management frameworks. 
In this context, governments play numerous 
important roles, including the regulatory role, 
the role of owner and entrepreneur, promoter, 
buyer, income promoter, demand manager and 
international representative. Metcalfe (2010) 
states that public management in the field of 
economy is a combination of all the roles 
mentioned. The challenge is that the variety of 
roles also requires appropriate coordination 
among them, and a conflict of roles can also 
arise.  
 
Due to economic crisis and functioning in 
completely different conditions, public 
management is also facing serious pressures 
for reducing the amount of public spending 
and borrowing as well as reducing the amount 
of public services what is closely connected to 
their quality, as well. Public administrations 
and quality public services are being 
challenged through several demands and 
circumstances: social problems and social 
exclusion due to financial and economic crises, 
low level of trust into politicians and public 
institutions, demographic changes, rapid 
development of information and 
communication technologies, development of 
differentiated civil society with new 
information and communication needs which 
demands inclusion in active policy formulation 
and decision making processes. Key words are 
sustainable development, sustainable quality 
and sustainable public administrations. 
 
Today‟s governments of the majority of EU 
member states are increasing their focus on 
common social standards and values. The 
increasing discretion powers of administrative 
bodies, changes in administrative relations and 
a stress on interactive formation of policies 
also increased the individual responsibility of 
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civil servants (Krekel, 2005). Civil servants are 
increasingly coming across clashes between 
competing values and job demands. They are 
faced with pressures on a more managerial 
approach, which stresses innovation, efficiency 
and goal orientation on the one hand and with 
a culture of officials, which stresses legality, 
fairness, punctually closed administrative 
procedures and the rule of law on the other 
(Demmke, 2004). 
 
Many states promote and implement new 
values such as innovation, efficiency and 
quality. However, several traditional 
administration values still hold their own. 
Values such as neutrality, respect for the rule 
of law, confidentiality, impartiality and 
avoidance of conflicts of interests have 
survived the changes in the recent decades. 
Today‟s civil servants have to heed more 
values than they ever had to in the past 
(Demmke, 2004; Jelovac, 2010) and should in 
consequence also be better trained to face the 
increasing amount of everyday dilemmas. 
 
Quality is usually defined as the level with 
which a system, component or a process fulfils 
specific demands, needs or expectations of a 
customer. Defining the quality as a level to 
which the customer‟s needs are satisfied equals 
the definition of effectiveness. Efficiency as an 
internal measure for effectiveness could 
meanwhile be defined as the thriftiness in 
using the resources of an organisation in 
securing a given level of client satisfaction. 
The concepts of quality, effectiveness, 
efficiency and economy are closely 
interconnected.  
 
3.1 Structural changes vs. incremental 
changes 
 
Balancing the work of organizations and 
institutions in public administration and the 
public sector alone is not enough; we need 
structural changes, something that requires 
new policies and new forms of public 
management. Here, governments can play a 
proactive role in recognizing the turbulence at 
its early stages and in developing competency 
in supervising structural changes. 
 
From the standpoint of citizens as customers of 
the administration, stability and predictability 
of the functioning of state institutions in 
conformity with the rule of law and the right to 
good administration is to be assured (Žurga, 
2006), even in times of crisis and structural 
changes, something that is also a part of the 
Treaty of Lisbon. It is up to the state to ensure 
continuous functioning of its institutions for its 
users – citizens and business entities – and to 
simultaneously plan and realize structural 
changes in such a way that it will ensure the 
desired long-term effects. 
 
There are two basic types of changes in public 
management: incremental and structural. 
Incremental changes are changes within the 
system while structural changes are changes of 
the system.  
 
Incremental changes do not alter existing 
structures and happen continuously and within 
existing frameworks. These changes are a 
series of continuous and gradual steps to bring 
functioning into balance. Incremental changes 
are about constantly improving performance, 
which is implemented by organizations with 
established quality management systems on a 
daily basis
6
. 
 
On the other hand, structural changes are 
markers of something inconsistent, sudden and 
unexpected, and bring about extensive 
reorganization. Structural changes cannot be 
realized in existing managerial frameworks, 
since they include altering the existing 
managerial frameworks. Structural changes are 
linked to high level of risk-taking: because of a 
potentially inadequate structural change for a 
systemic problem that is being addressed, the 
                                                             
6 The SIST EN ISO 9004:2004 standard defines 
such changes as activities of continuous 
improvement with small steps performed by 
employees within existing processes. 
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risk of turbulence is high, as is the risk that the 
change will not be properly managed. 
 
The current economic situation requires both 
types of changes, as well as systems, 
organizations and individuals who are 
qualified to implement both types of changes.  
 
In reality, the capacity and competency for 
implementing structural changes are usually 
inadequate, and solving systemic problems in 
particular is usually put on hold until the very 
last minute. Incompetence to deal with 
structural problems can only bring additional 
negative effects. According to Metcalfe 
(2010), it is therefore absolutely necessary that, 
when dealing with turbulences, we form a 
model that would ensure a clear and correct 
diagnosis of the problem and also give 
guidelines to establish and use the necessary 
competency for turbulence management.  In 
this sense, Les Metcalfe connects the 
competency/capacity of the system and basic 
principles of their use with the concept of an 
ultra-stable system as a model for adjustment 
and learning.  
 
3.2 Balancing the performance  
 
We understand the concept of ultra-stability as 
a capacity of an adaptive system to respond 
selectively, for example:  
  
(1) with incremental adjustments to permanent 
and small problems and  
 
(2) with reorganization when it faces 
occasional but serious discontinuities. 
 
That is why ultra-stable systems have two 
feedback loops: the first-order feedback loop 
ensures permanent adjustment within set 
frameworks and policies, and maintains 
stability around the existing balance. On the 
other hand, the second-order feedback loop 
works in a non-linear way, with gaps, and is a 
response to discontinuities and important 
structural changes. Its function is to lead and 
guide in order to search for new areas of 
stability. Ultra-stability ensures that a system 
remains permanently on set course while still 
allowing it to reorganize and innovate when 
entirely new problems require a change in 
course.   
 
3.3 New roles and responsibilities of 
public administrations and public 
managers 
 
Public management is becoming a public good 
and public managers are increasingly coming 
to the attention of the public. Enforcing the 
right to good administration brought greater 
transparency and openness of public 
administration institutions, from activities that 
were concluded according to the „black box‟ 
principle to process-based, from inputs 
budgeting to goal-, performance- and results-
oriented activities. 
 
The right to good administration focuses on the 
user of public administration services. The 
right to a response, the right to be heard, the 
right to be informed and access documents, the 
right to legal explanation, the right to test the 
validity of an administrative decision etc., 
influence the organisation of processes in the 
administration. The right to simplicity as part 
of the right to good administration influences 
the organisation of the services and the ways 
and coordination of procedures as well as 
simplification of administrative procedures and 
documents. An important part of the right to 
good administration is a reduction of the 
number of necessary documents. 
 
The development of the right to good 
administration influenced a gradual transition 
from public administration into public 
management, which brought changes to the 
roles of the heads of public administration 
institutions, who are expected to play a much 
more active and even proactive roles, to inspire 
and lead their co-workers towards change, 
higher level of functioning and improve 
themselves as well as organisational processes. 
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To do that, managerial knowledge is necessary 
as well. Organisational and/or managerial 
models are very welcome in organisations 
where heads acquire their managerial 
knowledge gradually mainly as a consequence 
of changes to the demands and the working 
environment as such models give them the 
chance to base their management on the 
already tried and tested model(s). The spread 
of models such as the ISO 9000 family of 
quality standards or business excellence 
models becomes understandable in this light. 
In this context quality models take on a role of 
organisational models, proving in consequence 
that quality concerns everybody in the 
organisation. 
 
Heads of public administration organisations 
have to master the operations of these 
organisations. They must have mechanisms for 
mastering the changes in place and have to 
continuously endeavour to increase the quality 
of their activities and services. They have to be 
aware that their responsibility of a public 
manager outreaches their responsibility in the 
times of public administration and that they 
require managerial knowledge. In their 
activities, they have to be particularly aware 
that: 
 
– The organisation that they are heading is a 
business system, which requires 
agreements on activities and suitable 
allocation of resources. They have to 
follow the purpose of their activities, 
including not only the assurance of public 
services but also the care for further 
development of the system they are 
heading. They have to be proactive and 
serve as an example for their co-workers. 
Only in such a way they will be able to 
motivate and construct a suitable 
atmosphere, supportive of implementation 
of changes and continuous improvements. 
The most important characteristic of 
modern business systems is their 
dynamics.  
 
– Organisational structure has to pursue the 
objectives of the organisation. If the goals 
change, the structure should adapt 
accordingly, otherwise it could impede 
reaching the new objectives and could turn 
into an obstacle. Objectives are not set for 
eternity, but rather change with time. 
 
– Already during the period of defining the 
organisation‟s objectives, the ways for 
measuring their achievement have to be 
defined. The system of measuring holds a 
significant value as it defines the 
objectives‟ importance – they are 
important if they are measured. On the 
other hand, such a system has a powerful 
impact on the behaviour/activities of the 
employees or those included in the 
measurements, who engage in those areas 
that are being measured and „bring points‟ 
as well as drop or do not carry out the 
activities that are not measured. The 
system of measurement can therefore help 
or hinder and is undoubtedly linked to the 
system of values within an organisation. 
Measuring can influence what is measured 
and can transform that into a value and is 
as such inseparably linked with the 
integrity of civil servants and the 
responsibility of public managers to 
guarantee that integrity. 
 
– Ethical behaviour cannot be guaranteed 
solely through individual instruments or 
partial changes. Integrity and ethical 
behaviour also cannot be achieved in one 
night, but rather need to be created and 
renovated. As values change through time, 
taking care of the integrity has to be a 
permanent task. If public managers fail to 
recognize the importance of developing 
values, their clients will most likely lose 
the trust in them. 
 
– And finally, public managers have to be 
aware that they require adequate 
knowledge in order to perform their tasks. 
Knowledge, necessary for solving new 
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problems and challenges is becoming 
increasingly more interdisciplinary. 
Problems also differ among themselves, 
requiring suitable methodological 
knowledge as the chosen method depends 
on the problem and not vice versa. An 
increasing number of issues cannot be 
solved with the same level of knowledge 
on which they were created. Therefore, 
personal development of public 
administration managers is of key 
importance. 
 
The right to good administration includes all of 
the above: legitimate expectations regarding 
the quality of public service performance 
alongside expectations on the quality of public 
services. The fact that the right to good 
administration is increasing in importance and 
is slowly becoming a human right, public 
managers have to be aware of their 
responsibility in the area, a responsibility that 
will not only be declarative but also pecuniary 
in the future. 
 
3.4 New organizational responses and 
search of innovation  
 
New challenges and changed demands faced 
by all administrative systems, demand new 
solutions, approaches and methods of work 
and organisation. A majority of the approaches 
is based on participation and partnership of all 
involved. This is valid for the interaction of an 
organisation with its environment – other 
organisations or individuals – and for its 
internal functioning. New approaches are 
based on a larger inclusion of all employees, 
increasing their responsibility and 
competencies. Additionally, such approaches 
are supported by new information and 
communication technologies which are 
increasing the speed and accessibility as well 
as bringing a larger degree of informal 
attitudes. Issues within an organisation usually 
surface in incorporating such an approach or 
an individual method into an existing 
organisational structure, which is still 
fundamentally hierarchical in the public 
administration and the public sector. This is 
especially valid for initiatives launched by 
lower levels of hierarchy (Žurga, 2009a). 
 
It is necessary for public administration 
organizations to create circumstances to make 
innovations possible. This requires not only 
new space for communication but new forms 
of communication and also thorough 
consideration that feedback loops are shorter 
and, even moving from existing approaches as 
benchmarking and bench learning into more 
creative ones, e.g. collaborative sense making 
or design thinking. As argued by Hill (2008), 
one of the means that make innovations 
possible are open concepts (a concept of smart 
regulation being one of them), by using the 
power of alternative solutions. Open concepts 
mean also decentralisation instead of 
centralisation, and establishing partnerships. 
 
Not only partnerships between public 
administration and its external stakeholders are 
important. What has been neglected too often 
was establishing partnerships with internal 
stakeholders and in this respect, with the 
employees. Partnerships in the sense that 
employees are who make an organization and 
who “produce” satisfied customers. Even 
more, without motivated employees no 
organizational modernisation can be 
implemented successfully and with at most 
effects. It is not by chance that quality 
management models such as excellence 
models are based also on the people – people 
are those who make the concepts and the goals 
„come true‟. Therefore it is a requirement built 
in these models that employees are involved in 
all organisational processes whereas core, 
support or management processes, and that 
organisational goals are deployed to the level 
of employees. Only the employees who can 
successfully combine their individual goals 
with organizational goals are motivated 
enough to be proactive and innovative and to 
realize their full potential. 
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Several other concepts, approaches and 
techniques confirm the need for motivated 
employees and are built on that need. To 
mention only few of them: being seen as a part 
of a solution and not of a problem, 
empowerment, having a certain level of 
autonomy and of impact on the organization, 
being recognisable as an individual within and 
outside of an organization, internal 
entrepreneurship, etc. It is not a coincidence 
that different quality approaches such as ISO 
9000 standards or excellence models all 
converge on the same basic principles. 
 
Searching for innovation in an organization 
requires a serious approach of the 
organizational management otherwise cannot 
be sustained. Innovation by its definition 
means something new and can bring 
disturbances to the regular operation – it is 
therefore necessary to be integrated into the 
organizational modernisation and 
developmental processes. 
 
 
4 STRATEGIC DIRECTIONS AND 
GOALS FOR QUALITY PUBLIC 
SERVICES  
 
The core challenges of governments are related 
to their economies. The crisis has significantly 
affected economic growth in virtually all 
countries. Under the crisis alibi, many 
companies have terminated their operations, 
even though their situations worsened due to 
poor and inappropriate management rather 
than the changes in world markets. The 
number of unemployed persons has been 
increasing on a daily basis and in large 
numbers. Solutions are being developing at all 
levels, whether at the level of the EU and / or 
national and / or organizational level. 
 
Importance of public sector being a driver of 
national competitiveness is well recognised at 
different levels. Different sets of indicators are 
being included in calculation of 
competitiveness indices
7
 and proving the 
above mention fact. Efforts of the governments 
are therefore substantially connected to 
providing quality public services and assuring 
necessary conditions and circumstances where 
also policy co-ordination is playing more and 
more important role.  
 
4.1 Europe 2020 
 
The Lisbon strategy, adopted in March 2000, 
with the main objective that the EU should 
become the most competitive, knowledge-
based economic area in the world by 2010, has 
not brought the expected results. Due to new 
circumstances and challenges caused by the 
world economic crisis, the European 
Commission has determined three main 
features of further development for the EU for 
the period of the next ten years, until 2020. 
These features are: smart growth, sustainable 
growth and inclusive growth.  
 
Smart growth refers to the development of 
economy that is based on knowledge and 
innovations; sustainable growth includes 
promoting a more competitive and green 
economy that exploits resources in a more 
economical way; inclusive growth refers to 
strengthening the economy with a high 
employment rate that improves social and 
territorial cohesion.   
 
Five objectives on the EU level have been 
determined
8
: 
 
(1) 75 percent employment rate for population 
20-64 yrs of age; 
 
(2) Investing 3% GDP in research and 
development; 
 
                                                             
7 E.g.: World Economic Forum global 
competitiveness index, IMD competitiveness index. 
8 Evropa 2020: Strategija za pametno, trajnostno in 
vključujočo rast / Europe: 2020 A strategy for 
smart, sustainable and inclusive growth. Available 
at: <http://ec.europa.eu/eu2020/pdf/1_SL_ACT_part1_v1.pdf >  
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(3) Climate and energy objectives 20/20/20 
have to be achieved, including the 
reduction of exhausts by 30% if conditions 
are suitable; 
 
(4) Dropout rate in primary and secondary 
schools has to decrease to under 10%, and 
at least 40% of the younger population 
should have tertiary education; 
 
(5) Reduction of poverty and social exclusion; 
poverty should be a threat to at least 20 
million fewer people in the EU than today.    
 
These objectives show how the EU plans to 
develop by the end of 2020. They serve as the 
umbrella objectives: the task of every member 
country is to incorporate them in its 
development plans and adopt appropriate 
measures. The European Commission has 
already determined seven priority areas, called 
flagship initiatives. 
 
 
Table 2: Europe 2020: Flagship initiatives 
 
Flagship initiative/objective: Areas: 
Innovative Europe 
Objective:  
The modernisation of research and innovation 
policy in the EU and managing new social 
challenges: Climate change, effective use of 
energy generating products, demographic 
change, health. 
– Completing the common European research 
area; 
– Improving the support environment for 
innovations (patents and standards); 
– Introducing European innovation partnerships. 
Youth and mobility  
Objective: 
Improve quality, operations and the appeal of 
European university space for foreign 
students. 
– Increasing the mobility of students, lecturers 
and university programmes; 
– Modernising higher education (university 
programmes and financing); 
– Promoting entrepreneurship at all education 
levels; 
– Reducing the unemployment rate among the 
young. 
Digital agenda 
Objective: 
A uniform digital market that brings new 
social benefits and new services. 
– Establishing a uniform internal market for 
internet content and services; 
– Supporting the development of information and 
communication technology and e-literacy; 
– Complete accessibility to broadband internet. 
Europe, economical with resources 
Objective: 
Structural change towards low-carbon 
economy. 
– Developing market instruments for supporting 
effective use of natural sources, and mobilising 
financial instruments for developing new 
technologies; 
– Revising the transport sector with the aim to 
reduce CO2 emissions; 
– Finalising the internal energy market. 
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Flagship initiative/objective: Areas: 
Industry policy for the globalisation era 
Objective: 
Promoting entrepreneurship, using new 
technologies, developing new products with 
high added value. 
– Establishing an environment for developing 
strong, competitive, low-energy and diversified 
industry base; 
– Developing horizontal measures for promoting 
industry policy (smart regulation, modernised 
public procurement, antitrust rules, clustering); 
– Promoting the development, operations and 
internationalisation of small and medium-sized 
companies. 
New knowledge and skills, new workplaces 
Objective: 
Establishing a modern labour market that will 
be more responsive and inclusive and will 
allow for a greater number of better 
employment positions. 
- Introducing the second level of flexible security; 
- Promoting sectoral and geographic mobility of 
workers, along with attracting economic 
migrations; 
- Cooperation between employment policy and 
education. 
European platform for the fight against 
poverty 
Objective: 
Guaranteeing economic, social and territorial 
cohesion. 
Fighting against social exclusion of special groups 
(minorities, single parent families, the elderly, the 
disabled, and women). 
 
 
 
The Europe 2020 strategy as the strategy for 
new growth, new development and new 
workplaces presents a starting point for 
national governments to further determine their 
objectives, programmes and approaches to how 
they will realise the common objectives on a 
national level, and contribute to European 
objectives in the sense of achieving synergistic 
effects.  
 
4.2 Slovenia 
 
Due to challenges deriving from the financial 
and economic situation, and consequently due 
to shrinking budget funds, public management 
faces many different performance, 
development, restructuring, and modernization 
aspects of the Slovenian administration system 
and public sector. The role of integrator in this 
is seen and played by the quality of public 
services provided by the Republic of Slovenia 
to its citizens and business entities.  
 
One of the main reasons that these public 
services are the ones playing the role of 
integrator, is that they are a link between two 
poles – two directions of regulating 
performance and finding new solutions, while 
their users (citizen/business entity) require 
perfect quality of public services, regardless of 
the critical times or limited resources for 
providing them, and in conformity with the 
right to good administration
9
. In this context, 
the quality of public services is the integrative 
part that connects all development policies of 
the state, and it needs to be acknowledged for 
its role on a formal level, which will allow it to 
be further transformed and operationalized in 
implementation plans. 
 
 
  
                                                             
9 More: G. Žurga, 2006. Quality and the Right to 
Good Administration. 
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5 STRATEGIC GOAL 
“IMPROVING THE QUALITY OF 
PUBLIC SERVICES BY 25%”10 
 
The Ministry of Public Administration of the 
Republic of Slovenia has included the strategic 
goal “Improving the quality of public services 
by 25%” for the following five years into the 
preparation of a strategic document in the area 
of quality and excellence. To realize this goal, 
at least two initial conditions are to be met: to 
specifically define which public services are 
included into the realization of this strategic 
goal, and to establish adequate measuring 
procedures.   
 
It is planned that, when this strategic goal is 
confirmed by the Government of the Republic 
of Slovenia, the ministries prepare their own 
action plans that will contribute to the common 
action plan for the realization of the common 
strategic goal. The starting point is that each 
ministry defines 3 – 5 public services from its 
competencies, which is a minimum of 50 
public services whose quality could improve 
by one quarter in the next five years. Given the 
fact that the Government of the Republic of 
Slovenia has already pledged to realize the 
program of removing administrative barriers 
and reducing administrative burdens by 25% 
by 2012
11
, the combination of both strategic 
goals will contribute towards working in 
synergy: improving the quality of public 
services while also improving their efficiency. 
 
The approach preparing a common action plan 
for realizing the strategic goal “Improving the 
quality of public services by 25%” 
                                                             
10 Presented at the 10th Quality Conference in 
Public Administration of the Republic of Slovenia, 
Brdo, 13th October 2010. More: G. Žurga, 2010a. 
Divergent Approaches in Public Management – 
Policy – Public Management for Quality Public 
Services. 
11 
http://www.mju.gov.si/fileadmin/mju.gov.si/pageup
loads/Boljsi_predpisi_OAO/-
25__Program_Vlade_RS/-_25__PROGAM_.doc. 
(hereinafter:  AP +25%) includes two basic 
premises:  
 
- Increasing administrative capacity for 
continuous quality improvement in 
administration, 
- Improving the quality of chosen public 
services. 
 
The five basic areas in support of the 
realization of the proposed strategic goal 
“Improving the quality of public services by 
25%” are: 
 
(1) Introducing a system of quality 
management in all state administration 
bodies,  
 
(2) Strengthening of institutional capacity  for 
continuous improvement in public 
administration; 
(3) Creating action plans for ministries as an 
integral part of the common AP +25% 
action plan; 
 
(4) Changing and promoting accomplishments 
in the area of quality and excellence of 
Slovenian administration;  
 
(5) Ensuring transparency of quality in public 
administration. 
 
The first stage foresees 12 projects in support 
of the 5 aforementioned basic areas. The intent 
to set up an adequate level of administrative 
capacity for all public administration bodies is 
being followed, starting with the ministries.  
Individual projects are therefore planned so as 
to ensure support to the ministries and other 
state (and public) administration bodies while 
they are setting up quality management 
systems. No demands as to which quality tools 
need to be used are being set. On the contrary, 
within the framework of planned projects, the 
Ministry of Public Administration intends to 
ensure appropriate expert and advisory support 
to state and public administration bodies in 
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order for them to choose an approach towards 
establishing their own system of quality 
management in a way that supports their 
workflow, approaches and goals, while 
contributing towards defining and 
implementing their own “+25%” action plan. 
 
In the continuation, projects in support of the 
proposed strategic goal are presented. 
 
5.1 Introducing a system of quality 
management in all state admini-
stration bodies 
 
5.1.1 Preparation of 
methodology/guidelines for setting 
up a quality management system, 
according to different approaches  
 
Creation of a methodology document in the 
form of guidelines for all state administration 
bodies in the Republic of Slovenia, by the 
Ministry of Public Administration in order to 
help them decide how to approach setting up a 
system of quality management in their own 
organizations. In addition to the holistic 
approach, for example via a certified system of 
quality according to the international ISO 9000 
standards family, partial approaches are also 
possible. What is important is that, within an 
individual public administration organization, 
establishing a management system is also 
embraced and their activities gradually 
upgraded in terms of constant improvement.  
 
The following project (5.1.2) described below 
is inextricably linked with project (5.1.1), 
while establishing a quality management 
system within an individual ministry is one of 
the measures that will be defined by the 
ministries within project (5.3.1). 
 
5.1.2 Gathering a team of experts at the 
Ministry of Public Administration 
 
Under the auspices of the Ministry of Public 
Administration, a team – pool of experts is 
gathered from the fields of quality, public 
officials, public administration employees with 
experience in setting up and managing a 
quality management system with different 
approaches. These experts are employed within 
their original public administration 
organizations, with which the Ministry of 
Public Administration enters into a trilateral 
agreement about their possible cooperation as 
advisors or project team members for setting 
up a quality management system with another 
public administration body. In other words, 
this is cooperation within their regular 
employment, without extra pay, unless their 
work involves implementing projects financed 
by the European Social Fund, or their amount 
of work is increased. These experts get an 
opportunity to share their experience with their 
colleagues from other official bodies, gain 
professional references and actively contribute 
to expanding and upgrading the philosophy of 
quality and excellence in Slovenian 
administration. The Ministry of Public 
Administration organizes all the necessary 
training, provides calibration and coaching for 
colleagues with less experience, as well as 
providing education for junior experts.  
 
5.1.3 Analysis and modernization of ways 
of getting feedback from customers  
 
This project is about analysing how customer 
satisfaction in administration is currently 
established, and what are some other ways of 
getting feedback from them, as well as 
modernizing existing methods of monitoring 
satisfaction. The results of the analysis and the 
decisions adopted determine the possibility to 
continue with gradual inclusion of sectors.  
 
The analysis of current ways of 
implementation includes a monthly quality 
barometer, annual monitoring of customer 
satisfaction in administrative units (AU), and 
other existing ways of (regular) customer 
satisfaction monitoring. The questionnaire and 
methodology for annual monitoring of 
customer satisfaction in administrative units 
were developed in December 2000 already, in 
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2001, we conducted a pilot test in 14 
administrative units and in 2002, it became 
obligatory for public administration bodies. In 
2006, the questionnaire and methodology were 
simplified.  
 
In 2006, monthly customer satisfaction 
monitoring to state administration bodies was 
introduced, a so-called quality barometer, 
whose purpose is faster and foremost real-time 
reaction of bodies to feedback by their 
customers. The barometer results are published 
on the e-uprava website (e-government, State 
portal of the Republic of Slovenia)
12
. 
 
An important element in the modernization of 
getting customer feedback and testing their 
satisfaction is also ensuring continuity and 
comparability. Even in difficult financial 
conditions, the aspect of continuity in 
particular must not be threatened by short-term 
ad hoc measures with short-term financial 
effects, which turn out to be short-sighted in 
the long run and have unwanted financial 
consequences.  
 
5.2 Strengthening of institutional ca-
pacity for continuous improvement 
in public administration 
 
 5.2.1 CAF Procedure of external feedback 
– CAF PEF 
 
This is an upgrade of the existing use of the 
Common Assessment Framework CAF, by 
setting up a system to ensure external feedback 
to CAF users, which leads to being awarded 
the "Effective CAF customer" label. The 
project includes introducing and promoting 
CAF Procedure of External Feedback at the 
Ministry of Public Administration, followed by 
its regular implementation, training of 
                                                             
12 http://e-uprava.gov.si/e-
uprava/javniStran.euprava?pageid=130 (27 
November 2010). 
assessors, and training of public administration 
bodies to use the CAF tool
13
.  
 
CAF procedure of external feedback is 
designed for CAF users who have used CAF as 
a tool for identifying areas for improvement, 
and defined an action plan of improvements on 
that basis, while improving their organization‟s 
maturity on the basis of implementing 
activities from the action plan. Project 5.2.1 – 
CAF PEF also includes expanding the 
base/number of CAF users as an approach 
towards expanding administrative 
qualifications for permanent improvement. 
 
5.2.2 Pilot projects in an integrated area 
of operation/sector 
 
A common assessment framework for 
organizations in the public sector CAF serves 
as a tool for diagnosing organization and 
constant improvement of its performance. It is 
based on an EFQM business excellence model, 
is adapted to the environment of public sector 
organizations, and is a freely accessible tool.  
That is one of the factors enabling CAF‟s fairly 
good accessibility within the framework of 
broader activities connected to introducing it 
into particular integrated areas - sectors etc. 
EU‟s practice shows a developed approach for 
example in the area of education.  
 
An approach via pilot projects in a particular 
integrated area of operation enables a planned 
and consistent increase of institutional capacity 
for improving quality in a particular segment 
of administration, and is a basis, (1) for 
detailed application in a particular segment of 
the administration, and (2) for further 
expansion to other integrated areas of the 
administration‟s operations. 
  
                                                             
13 Additional information: G. Žurga, 2009b. Quality 
as a Value in Slovene public Administration.  
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5.3 Creating action plans for ministries 
as an integral part of the common 
AP +25% action plan 
 
5.3.1 Preparing AP “+25%” 
 
Operationalization of the strategic goal 
“Improving the quality of public services by 
25%” requires every ministry to determine its 
contributions to the common goal. The plan is 
for the Ministry of Public Administration to 
prepare a common action plan for a period of 
five years, with every individual ministry 
contributing to common action plan with 
measures from its area of operations, in order 
to contribute to the realization of the strategic 
goal, as well as contributing indicators that will 
show how the set goal is being achieved. For 
this purpose, each ministry will determine 3 to 
5 public services that will be included in the 
action plan. 
  
Such an approach allows for all ministries to 
actively take part in the realization of the 
audacious strategic goal, and cooperation is not 
determined by a unified system of monitoring 
operations in the state administration, which is 
yet to be established for this area (refer to 
project 5.3.2).   
 
5.3.2 Measuring performance in state 
administration 
 
The purpose of this project is to develop and 
establish a system of indicators for measuring 
performance in state administration, with 
priority for the following goals: 
 To establish a system of monitoring 
operations in each ministry and in the 
system of state administration as a whole. 
 To connect the system for measuring 
performance in state administration with a 
program-oriented budget financing, along 
with connection with areas of obtaining 
results as determined by the CAF Common 
assessment framework for organizations in 
the public sector or EFQM business 
excellence model. 
 To train a certain number of employees in 
each ministry for further development of 
the system in its own environment, and 
analysing and evaluating the obtained 
results. 
 To establish adequate information support. 
 
The realization of the proposed project is 
demanding in terms of time and finances.  
 
5.4 Changing and promoting 
accomplishments in the area of 
quality and excellence of Slovenian 
administration 
 
5.4.1 Conferences on quality in Slovenian 
public administration 
 
Since 2001, the ministry competent for 
administration has been organizing annual 
conferences on quality in public 
administration, and since 2003, these are 
known as Good Practices in Slovene Public 
Administration. In October 2010, the 
conference on quality in public administration 
celebrated its 10th anniversary. Due to the 
level of maturity that the public administration 
system has reached, we are seeing that the 
concept of good practices has already become 
internalized, and that further conferences on 
quality should enable and provide a new 
stimulus for the development of quality. In 
2010, current practices are being replaced by 
new approaches and themes that are updated 
according to relevant social developments.   
 
5.4.2 Quality award – developing a new 
concept 
 
In connection with a new concept of 
conferences on quality, a new approach to 
quality awards is being introduced. Previous 
Good Practices awards have played a positive 
role in recognizing and awarding cases of good 
work (Žurga, 2010b); however, due to current 
and more dynamic developments, they need to 
be redefined. The concept of good practices is 
now a well-known and widely established 
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concept, which is why its implementation can 
be permanent, continuous and a part of 
particular administration system segments‟ 
permanent activities. A few examples are good 
practices in police according to the concept of 
conferences by the ministry competent for 
administration, or in 2010, when we first 
introduced a practicum of good practices in 
administrative units that is based on the 
concepts of real-time, flexibility and the 
principle that every good practice counts, even 
if it‟s small, and even if due to its order of 
magnitude doesn‟t even qualify for 
conferences that only include larger-scale 
examples of good practices. As mentioned in 
(5.4.1), a new definition of quality awards is 
connected to this new concept of conferences 
on quality. 
 
 
5.4.3 Participating in different 
competition schemes, in Slovenia 
and beyond 
 
Participating in competition schemes in the 
Republic of Slovenia mostly refers to taking 
part in PRSPO – Slovenian Business 
Excellence Prize. In 2004, a pilot project for 
public administration was carried out as part of 
PRSPO, in which 14 state administration 
organizations participated: 13 administrative 
units and one police directorate. Since 2005, 
public administration organizations and the 
public sector are included in a separate 
category called "public sector", and some 
public administration /public sector 
organizations are receiving different diplomas. 
The trend of cooperation between public 
administration organizations (mainly from 
state administration) is increasing, and is 
connected mainly to the tradition of operating 
in the area of quality in administrative units. 
 
Individual public administration/public sector 
organizations take part in schemes such as the  
Golden Swallow Award and Golden Thread 
Award, within which a pilot project for public 
administration was carried out in 2010 and in 
which 55 administrative units participated. 
 
Participating in competition schemes outside 
Slovenia refers in particular to competition 
schemes in the EU (EPSA
14
, good practices in 
the area of eGov etc., presenting cases of good 
practices at European quality conferences or 
other consultations on the EU level, and for 
which the selection process is conducted in 
Slovenia) or in the United Nations (UNPSA
15
), 
where in 2009, Slovenia was awarded for its 
eVEM project. 
 
Slovenia actively supports participation in such 
competition schemes, as the Ministry of Public 
Administration stated in its founding vision of 
the quality of its administrative system that it 
“will not only be comparable with public 
administrations of other EU Member States, 
but will also be one of the best in the European 
Union in terms of its advanced organisation, 
the satisfaction of users, and its effects on 
public finance”. 
 
5.5 Ensuring transparency of quality in 
public administration 
 
5.5.1 Quality in public administration 
website 
 
Setting up a website of quality in public 
administration, a gradual upgrade and 
expansion connected with the area of sector 
expansion. The website is designed to make 
relevant information for this area – in terms of 
activities, projects and approaches, as well as 
results and trends – available in one location. 
A gradual approach to setting up a central 
quality website is proposed; phases will 
depend on the content and available resources.  
 
  
                                                             
14 EPSA – European Public Sector Award. 
15 UNPSA – United Nations Public Sector Award. 
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5.5.2 Quality map in public admini-
stration 
 
Setting up an overview of activities and 
accomplishments in the area of quality by 
various parameters connected to the "map" – a 
map can mean a territory, state administration, 
public administration, an individual sector, an 
individual quality management tool etc. – map 
as a criterion of display. The idea is constant 
and real-time monitoring of an area, 
communication with individual organizations 
in the public administration, those which 
already operate in the area of quality and those 
that still want to be included on the map. An 
up-to-date map enables organizations to 
connect in terms of learning, sharing 
knowledge, comparing etc. 
 
 
6 CONCLUDING REMARKS 
 
Quality development in European public 
administrations continues in the direction of 
integrating quality into other developmental 
efforts and projects of countries with respect to 
their public administrations, and of expanding 
the range of existing concepts: from quality to 
business excellence, from benchmarking to 
bench learning, from customer-orientation 
(exclusively) from the position of 
administration services‟ consumption to good 
governance and inclusion of public in decision-
making. 
 
To be successful in the future it is not enough 
to know the present and to analyse the past any 
more – also in public administration innovation 
is required to address the future in the most 
effective way. Innovation in quality public 
services delivery can therefore principally not 
be found in the existing patterns and ways of 
operating but in opening for the new solutions 
and establishing partnerships. However, one 
has to be aware that open concepts are 
connected to risk taking so appropriate risk 
management has to be in place as well as an 
appropriate level of regulation and control 
mechanisms to assure the credibility of the 
system as well as of the individual actors.  
 
Several possibilities are open in this respect: 
for researchers to explore and investigate 
correlations and causalities, as well as for 
practitioners who are being faced with severe 
economic and fiscal demands. Besides these, 
practitioners are faced also with demands and 
expectations of their customers – citizens and 
the fact that the right to good administration is 
becoming a human right what connects public 
administrations more and more with their 
liabilities and responsibilities.  
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ABSTRACT 
 
CONTEMPORARY CHALLENGES AND APPROACHES TO 
QUALITY PUBLIC SERVICES IN EUROPE 
 
SODOBNI IZZIVI IN PRISTOPI ZA KAKOVOSTNE JAVNE STORITVE V EVROPI 
Gordana ŽURGA  
UDK:  
 
Povzetek: 
Primerjalna analiza menedžmenta kakovosti v 
javnih upravah v Evropski uniji (EU), izvedena 
v letu 2008, je potrdila, da je koncept kakovosti 
javnih storitev v državah članicah EU dobro 
razumljen in dobro sprejet. Navkljub drugačni 
tradiciji menedžmenta kakovosti v javnih 
upravah v državah članicah in različni 
doseženi stopnji zrelosti so bili v okviru analize 
ugotovljeni jasni in dobro vzpostavljeni trendi 
na tem področju. 
 
Sedanji pristopi h kakovostnim javnim 
storitvam so tudi v Evropi tesno povezani z 
gospodarsko krizo in delovanjem v bistveno 
spremenjenih okoliščinah. Pritiski na javni 
menedžment se nanašajo na zmanjševanje 
obsega javne porabe in zadolževanja, pa tudi 
obsega javnih storitev, kar je neločljivo 
povezano z njihovo kakovostjo. Javne uprave 
so na področju kakovosti javnih storitev, ki jih 
zagotavljajo, soočene s številnimi izzivi tako 
glede zahtev kot okoliščin in pogojev 
delovanja, saj – po drugi strani – odjemalci 
teh storitev, državljani, zahtevajo (odlično) 
kakovost javnih storitev, ne glede na kritičnost 
časa ali pa omejenost virov za njihovo 
zagotavljanje, in v skladu s pravico do dobre 
uprave.   
    
V prispevku so obravnavani sodobni pristopi in 
izzivi javnega menedžmenta in pri 
zagotavljanju kakovosti javnih storitev v 
Evropski uniji in v Sloveniji. Na ravni EU je 
dodatna pozornost namenjena strategiji 
Evropa 2020, na ravni Slovenije pa 
strateškemu cilju “Izboljšati kakovost javnih 
storitev za 25 %”, saj ima kakovost javnih 
storitev vlogo integratorja pri zagotavljanju 
učinkovitega delovanja uprave, kot tudi pri 
razvoju, prestrukturiranju in modernizaciji 
slovenskega upravnega sistema. 
 
 
Ključne besede:  
Menedžment kakovosti, kakovost javnih storitev, konkurenčnost, inovativnost, trajnostna kakovost, 
CAF, Slovenija, EU, Evropa 2020. 
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FOR THE PRACTICE 
 
GROWING OTOČEC STRATEGY OF UNIVERSAL EXCELLENCE AND 
MASTERY 
 
22nd Forum of Excellence and Mastery 
Otočec, 20 – 21 May 2010 
 
 
LUX – EXCELLENTIA EX ORIENTE ET OCCIDENTE, EX SEPTEMTRIONE ET 
MERIDIE 
Entering into the third decade of the Otočec Forum of Excellence and Mastery aimed at reducing the 
difficulties facing our generation and attempting to enrich universal wisdom, and as part of our vision 
of aiming for universal excellence and mastery in actions to improve life and work more successfully 
the organisers and participants in the 22
nd
 Forum of Excellence and Mastery - Otočec 2010 
recommend the following document, entitled: 
GROWING OTOČEC STRATEGY OF UNIVERSAL EXCELLENCE AND MASTERY 
 
1 UNIVERSAL EXCELLENCE AND MASTERY IS A SYNONYM FOR SINCERE 
INTEGRATION AND CREATIVE CO-EXISTENCE BETWEEN PEOPLE AT THE 
GLOBAL LEVEL 
Our generation lives at a turning point in history, in turbulent times full of disputes, tensions and deep 
imbalances that could lead to the destruction of our planet. Yet we also have exceptionally developed 
technology and knowledge that could help eliminate the problems we face. We must work in this 
world on the basis of a number of key shared values and ethical standards. 
We believe in the power of words and particularly the words of universal excellence and mastery, 
which with values, strategies and activities will help achieve a life of dignity and work and sustainable 
development. The recommended strategy is an attempt to find a “new pattern of thinking and acting” 
that will be built on a creative, long-term integration and cooperation between countries and nations 
and will enrich our life and work. 
To start off our thinking we might consider some interesting ideas of great relevance to the strategy: 
- Zarathustra: “Think good thoughts, do good deeds.”  
- Hugo Svetoviktorski: “Learn everything you can, later on you will see it is all of use.” 
- Blaise Pascal: “It is far better to know something about everything than to know all about one 
thing. Universal is best.” 
- Theodore Roosevelt: “The happiest people are those that take hold of life in many different 
ways. People who are unhappy are those who are only interested in one thing, but fate robs 
them of that too.” 
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- Albert Einstein: “Science without religion is lame; religion without science is blind.” 
- Matthew‟s Gospel – Golden Rule: “Whatever you want men to do to you, do also to them.” 
- Confucius: “All men are born to share goodness.” 
 
2 KEY POLICIES 
 
General policies 
1. The message of the international Forum of Excellence and Mastery has always been based on the 
idea: “Lux - excellentia ex oriente et occidente, ex septemtrione et meridie”. Light – excellence 
comes from east and west, and north and south. And that light and excellence and mastery shall be 
awoken on all continents in every person. 
2. Universal excellence and mastery should be internalised as an important mental image so that they 
give us energy and form a constant source for our commitment to improving ourselves and 
surroundings and as a consequence overall global progress. Universal excellence should enrich our 
relationships and help us build together “shared, tolerant cultural relations”. 
3. Universal excellence and mastery mean that every person can be excellent and a master. The roots 
of excellence and mastery are innate in humans, but often lie hidden and undiscovered. The 
construction of a holistic personality should be our key objective. 
4. Universal excellence is a tool that – in addition to other similar activities – will help most to 
ensuring our lives are full of joy and our work is generally successful. 
5. A person who acts with excellence and mastery must not kill, must not hate, and live out any 
negative values. They must work alone and with friends to embody positive values and reduce the 
negative. 
 
Education, upbringing and lifelong learning 
6. Universal excellence and mastery are based on the need for positive thinking and activity by every 
person. Education and upbringing are based on the principle of help yourself first, and then help 
others. 
7. By achieving universal excellence and mastery we promote the profound seeking of knowledge, 
which is closely linked to mutual respect, solidarity, which leads to satisfaction and joy for life 
and work. 
8. Upbringing has an important role in developing mutual tolerance, altruism and empathy and 
continual education, which brings different cultures closer together, developing empathy and 
enhancing co-existence. 
9. Universal excellence and mastery start with the upbringing of our children, so parents and 
educational institutions have a major responsibility in bringing children up and educating them 
from the very youngest age in line with human dignity. 
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Awakening human creative potentials 
10. Our work is directed towards mutual cooperation, without denigration or domination, and where 
tolerance is one of the basic values. 
11. We understood applying universal excellence and mastery as our global responsibility in 
achieving and building on fundamental human rights and duties. 
12. Universal excellence attempts to discover and consolidate the hidden potential of every person to 
realise the good within them and increase it and reduce the bad within them. 
13. Universal excellence and mastery means continually encouraging ourselves and our neighbours to 
do better. This helps us to balance the “having-being” pattern of thinking and acting, and not to 
exaggerate with current mass consumerist trends. 
14. Universal excellence and mastery can and must be taken as an encouragement to personal growth 
which then develops into group, organisational and social growth. 
 
Socially responsible sustainable actions 
15. Universal excellence and mastery represent the efforts, desires and activities that lead to making 
the world at least a little better – based on responsible conduct by every person and at every level 
of action. 
16. We will enable and achieve universal excellence and mastery in the sense of equal opportunities 
for all. 
17. Human excellence is seen primarily in the fact that we understand others as we do ourselves, and 
help each other. 
18. All types of development should serve human development. Human development should be the 
criterion for all thoughts and actions. 
19. In achieving universal excellence we will make respecting diversity a cornerstone of our thoughts 
and actions. 
20. The value of freedom – taking into account the balance of everyone‟s rights and duties – is an 
important component of this strategy. 
21. We will have to deal with disputes until we reach joint solutions via tolerant dialogue. 
22. Despite all the problems, disputes and imbalances, we can sow optimism in the world with the 
idea of universal excellence and mastery with which we can awaken the positive inner power and 
desire for achievement that lies within every individual. This can then be united internationally. It 
will not be easy but it is certainly worth trying. 
 
Focus on self-conquest and achievements 
23. Our actions are based on an original medical principle: “primum nil nocere – first, do no harm”. 
We start any action with a comprehensive analysis and benefits that cover as many factors as 
possible. 
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24. In ourselves and in our own environments we can spread all forms of actions relating to specific 
excellence and mastery. This can be understood to include business excellence, scientific 
excellence, artistic excellence, and ethical excellence. 
25. Universal excellence is a tendency and an eager desire when connection with the global ethos 
links with love for oneself. Taking into account the concise philosophy “and, and” which seeks 
synergy in the economy, culture and other actions. 
26. Management by excellence presents a new model of management, both commercial and in other 
areas of social life. It offers us a symbiosis of relations that seek development, symbiosis, and 
satisfaction of all factors of society. 
27. The international strategy described has been joined by the “United Growing Book of the World” 
project, which is implemented in Slovenia and which is based on the equality of all nations and the 
exercise of justice. In the first stone page of this special book it is written: “Don‟t let a day pass 
without doing something good for yourself, your family, and the narrower and wider community.” 
The second states: “Increase and deepen your knowledge and invite your colleagues to do the 
same.” 
 
Ethical thinking and acting 
28. We will use the Otočec growing model of universal excellence and mastery, known also as the 
“A-E-I-O-U model”, which is formally based on all five vowels of our alphabet. It represents an 
integral, development-oriented model for personal, team, enterprise and social development. 
 Excellence as A: ambition, aspiration, alternative, autonomy, altruism, analysis, aesthetics 
… 
 Excellence as E: energy, education, effect, ethics, emotions, empathy, empowerment, 
ecology … 
 Excellence as I: innovation, improvement, idea, implementation, integration, instinct, 
intuition, inspiration, intellect, interest, integrity … 
 Excellence as O: optimism, organisational culture, orientation, outstanding, outspoken, 
obvious, original … 
 Excellence as U: unique, unity, utmost, up or out philosophy, update, ubiquity, useful, 
understand, universal … 
This approach is rounded up by comprehensively considering also other letters of our 
alphabet, as exploring universal excellence and mastery requires Excellence as B: be, …, 
Excellence as C: creativity …, Excellence as D: dignity, …, and so on. 
29. We respect the value of balance in our thinking and our work. “I know that I know nothing”. 
Humility and simplicity are a good base, together with optimism, for our work. We must also be 
content with small things. Arrogance is a disease that destroys the individual, the group and 
society. 
30. Through achieving universal excellence and mastery we can build a group identity. At the same 
time we are part of our own nation with our own identity, but also citizens of the world, who care 
about both present and future. 
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31. The values of “peace and non-violence” form the basis for the development of a healthy 
personality that optimally develop its potential. These are the building blocks of a healthy society 
at the universal level. 
32. We will achieve Universal excellence and mastery in all spheres of human action. Close attention 
and priority are given to building a common ethical system, based on Humanity, with the objective 
of a culturally and materially-rich life. 
33. This idea and objective should lead us make most decisions on the path to excellence and mastery 
unanimously. 
34. Speaking and listening with respect and the dialogue and multi-sided discourse that ensures it is an 
objective and a valuable skill on the path to universal excellence and mastery. 
 
3 SOUND FOUNDATION FOR THE STRATEGY 
 
In most civilisation and faiths the sun and light appear as a bright force, a “vis vitalis” and the earth as 
a positive force. We are all sons and daughters of this sun – the light and Mother Earth. It is therefore 
our duty to take care of the common good of the Earth and humanity so that – symbolically said – as 
much light falls on the Earth as possible. We understand universal excellence and mastery as an 
improvement and symbiosis of knowledge on the common good, humane and sustainable 
development, mutual respect, integration, cooperation and unity. 
Positive thoughts never fade, just as the sun never fades, as a poet may say. In our growing Otočec 
strategy the understanding and application of universal excellence and mastery also never fades; it 
offers us one of the most important routes to overall success in all areas of human work and life, which 
should transfer to the collective consciousness and sub-consciousness. This means our motto could 
well be the same as Antigone‟s: “My nature is for love, not hate.” 
Nothing human is alien to us. Yet we will think and act in a way that as much good as possible 
overcomes what is bad, today, tomorrow and forever. 
Let us close with a commitment that as participants in the Forums of Excellence and Mastery we too 
will achieve and help achieve international and universal excellence. 
 
 
Charitable individuals and organisations, participants in the  
22nd International Forum of Excellence and Mastery,  
Otočec, 20 and 21 May 2010. 
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